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BOARD BOX ITEM #1

JANUARY 18, 2013

TO: BOARD OF DIRECTORS

FROM:  ANDRE COLAIACE, DEPUTY EXECUTIVE DIRECTOR, PLANNING AND
GOVERNMENTAL AFFAIRS

RE: RECAP OF RECENT LEGISLATIVE/MEDIA ACTIVITIES

State Legislative Activities: Access is in the process of sponsoring a proposal that
“would make small changes to state law when it comes to our ability to oversee the
criminal background check process conducted by our providers. Currently, while
Access can require and verify that our providers are conducting the necessary
background checks on their drivers, we are technically not allowed to see the results
of that background check. Our proposed legislation would exempt us from this
prohibition and allow us to have more oversight over this process. We are working
with our state advocate, Jason Gonsalves, to find a sponsor for this legislation:.

Local Legislative Activities: Shelly Verrinder and | recently attended a meeting of -
the Los Angeles Current Affairs Forum that featured State Senator Alex Padilla. The
Senator answered "interview questions” posed to him by Robert Greene, an editorial
writer at the Los Angeles Times. Overall, it was an interesting discussion about some
of the Senator’s initiatives (including his proposal to allow “driverless cars” in
California) as well as his plans for his political future, which could include running for
the Supervisorial seat currently held by Zev Yaroslavsky. ‘

If you have any concerns or questions, please feel free to contact me at 213/270-
6007. :




BOARD BOX ITEM #2

JANUARY 18, 2013

TO: BOARD OF DIRECTORS
FROM: LINDA ROSS, MANAGER OF HUMAN RESOURCES

RE: NEW EMPLOYEE UPDATE

New Employee

Access is pleased to announce that we have hired Jack Garate as our new Operations
Administrator - prior to joining Access, Jack was the Community Relations Manager
for Global Paratransit, as well as Project Manager for the City of Bell's Dial-a-Ride.
Prior to working at Global, Jack was the Assistant Director of Transportation at the
Oldtimers Foundation in Huntington Park, where he was responsible for the day to
day operations, along with safety training. Jack has a Transit/Paratransit Management
Certificate, and a Bachelors of Arts degree from UC Irvine. Jack also received the
Access Superior Service Award for July, 2010.

Please join us in welcoming Jack to Access.



"BOARD BOX ITEM #3
’ JANQARY 18, 2013 | |

TO: BOARD OF DIRECTORS
FROM: FSCOTT JEWELL, DEPUTY EXECUTIVE D[RECTOR, ADMINISTRATION

RE: ROLLING BOARD MEETING CALENDAR

The following are items tentatively scheduled to be addressed by the Board through
the next three regularly scheduled Board meetings.

February 25, 2013

ltem Description
App-ra\{e Exfension | o C.A.RE. Securement (AS-2853)
Approve Extension ' _. I LPM Drué/A!cohoi Consultant (AS-2793)

' A]‘f)prove Extension Corvel TPA (AS-2744) |
Approve Extension Extension of Stratagen Contract (AS-2366)
Approve Purchase ) Fleet Expansion - Access to _Work

March 27, 2013 Annual Meeting

ltem Description

Spirit of Accessibili‘fy Award | Winner of the 2012 award

Jerry Walker Commitment

to Quality Service Award Winner of the 2012 award

Financial Data Fiscal Year 2011-2012
April 22,2013 ;
ltem Description
Approve Extension C.A.R.E. Eligibility (AS-2441)
Approve Contract San Fernando Valley Service Area
Abbrove Contract Demonstration Project - Parents with Disabilities
PP (AS-3403)

Approve Contract Telecom Consulting Services




 BOARD BOX ITEM #4

JANUARY 18, 2013

TO: BOARD OF DIRECTORS
FROM: STEVE CHANG, DEPUTY EXECUTIVE DIRECTOR, OPERATIONS

RE: CAPITAL PURCHASE DEFERRMENT - IMPACT ON CONTRACTORS

In response to Access Board of Director Jano Baghdanian’s question regarding the
impact on contractors when capital purchases are deferred, Access staff surveyed the

contractors and gathered the following responses:

Antelope Valley Region (Diversified/Keolis)

There is no major cost associated with vehicle maintenance* at this time. One vehicle
is approaching 282,000 miles and will need to be replaced soon. Diversified has
replaced three transmissions in the first seven months of the contract, Diversified
believes they should be able to operate normally without replacement vehicles for
the remainder of the fiscal year.

West Central Region (California Transit)

California Transit {CTl) is reporting an across the board increase in maintenance costs
of over 40%. This is due to the operation of vehicles with higher mileage. The costs
include, but are not limited to work involving, transmissions, mufflers, catalytic
converters, engine rebuilds, cam shaft repairs, electrical harnesses, upholstery, parts,
and labor. The older vehicles are the ones that break down more frequently and are
constantly in the shop. Also, the “Check Engine Lights” come on more often in these
older vehicles due to wiring problems. In turn, CTl has to replace the whole wiring
harness. CTI believes that if they do not get replacement vehicles soon, these
maintenance issues will only get worse and maintenance costs will increase even
more.

Southern Region {Global Paratransit)

- Global Paratransit (GPI) states the deferment of replacement vehicles will have a

negative impact in the following ways: increased maintenance costs, increase in
vehicle breakdown incidents, increased road calls, increased safety concerns, and a
decline in performance if vehicles are unavailable




Eastern Region (San Gabriel Transit)

There is an obvious impact on vehicles when capital expenditures are deferred. This
impact involves increased maintenance and fuel costs as vehicles age. However, San
Gabriel Transit (SGT) is well aware of the financial constraints we are all experiencing
in these difficult times. SGT will adjust its internal budget to meet all challenges until
Access is able to obtain replacement vehicles.

Northern Region (MV Transportation)

MV Transportation (MV) evaluated five (5) 2006 vehicles and twelve (12) 2007
vehicles that they believe should have already been replaced or should be replaced
in the very near future. The average mileage of these 17 vehicles is 310,000. Their
study focused on two major repair items: transmissions and engines, since they are
the costliest. {Normal PM, wear and tear items were not included.) MV projects
twelve of these vehicles will need a major transmission repair in the next five to six
months, and fourteen of them will require an engine replacement or overhaul during
the same period. The projected cost of these major repair items is $62,000.

* Note
The FTA assumes that vehitles the size ofAccess minivans have a useful life of four (4)
years or 100,000 miles.

Access Services

Using roll over funds from the previous fiscal year, Access has purchased ten MV-1
vehicles as replacement vehicles. These vehicles will be inspected in mid-January
before delivery to Access shorily thereafter. Pending the availability of funds in the
current fiscal year budget, additional replacement vehicles may be purchased during
the second half of the year to replace some of the older vehicles. Access staff will
continue to monitor the budget and assess the opportunity for future replacement
vehicle purchases.

Through the transportation program Access to Work, Access was able to obtain
separate funding from the FTA to purchase 50 vehicles for the program. FTA has
approved Access’s use of these vehicles for ADA transportation when they are not in
use for the intended program. '



_BOARD BOX ITEM #5

JANUARY 18, 2013

TO: BOARD OF DIRECTORS
FROM: MELISSA THOMPSON, OPERATIONS ANALYST

RE: KEY PERFORMANCE INDICATORS

The following graphs represent key system indicators for the fiscal year as of
NOVEMBER 2012. The goal of this communication is to keep everyone informed of
the current service performance level in the field.

The operations team uses this and other performance information to monitor our
service providers’ performance. Information is also used to determine the level of
service that our customers are experiencing when using Access.
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JANUARY 18, 2013

TO:

BOARD OF DIRECTORS

FROM: KANDY KUO, MANAGER OF FINANCE

RE:

FINANCIAL REPORT FOR NOVEMBER 2012

Attached for your review are the draft financial reports for November 2012.

Approved FY 2012/13 Budget to Actual Fiscal Year-to-Date Comparison:

> & ¢ 5 & S > @

Passengers: 1.8% over budget

Contract Revenue Miles: 0.7% over budget

Trips: 1.9% over budget

Completed Eligibility Interviews: 4.4% under budget

Average Trip Distance: 1.2% under budget at 9.09 miles

Total cost per Passenger (before depreciation): 1.6% under budget
Administration Function is 3.6% under budget :
Eligibility Determination Function is 3.7% under budget

~ Paratransit Operations Function is 0.7% over budget

Attached are the following reports for your review:

> o o+ >

Statistical Comparison: November 2011 to November 2012
Expenses by Functional Area

Budget to Actual Comparison of Statistics

YTD Budget Results

Graph: YTD PAX Cost Comparison

Detailed Financial Reports

12
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YTD COST PER PASSENGER BEFORE DEPRECIATION AND CAPITAL COST

YTD Amounts for Period Ended November 2012
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$30.00 $30.50 $31.00 $31.50 $32.00 $32.50 $33.00 $33.50 $34.00 $34.50 $35.00
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Access Services
Balance Sheet

November 30, 2012

ASSETS

Current Assets:

Cash

Due from FTA

Due from MTA

CMAQ Grant Receivable

Accounts Receivable-Miscellaneous
Prepaid Expenses

Deposits

Total Current Assets

Long Term Assets:

Property and Equipment:
Vehicles & Vehicle Equipment
Office Furniture and Equipment
Computer & Telephone Equipment
Central Reservation Software/IVR
Leasehold Improvements

Total Property and Equipment

Accumulated Amortization & Depreciation

Property and Equipment, Net
Deposits - Long Term

Total Long Term Assets

TOTAL ASSETS

17,616,771
12,745,926
26,478
235,159
140,539

| 4,286,453

2,403

35,053,729

25,855,998
222,166
2,882,567
2,226,534
156,965

31,344,231

(21,247,175}

10,097,056

0

10,097,056

45,150,784
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Access Services

Balance Sheet
November 30, 2012

LIABILITIES AND NET ASSETS

Current Liabilities:

Accounts Payable-Trade
Accounts Payable-Providers
Insurance Reserve

Accrued Expenses

Total Cu.rrent Liabilities

Dther Liabilities:
Deferraed Revenue

TOTAL LIABILITIES

Net Assets:
Temporarily Restricted

TOTAL LIABILITIES AND NET ASSETS

675,557
10,684,431
1,993,613
2,523,914

15,877.516

27,012,280

42,889,796

2,260,989

45,150,784
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Access Services Incorporated
Statement of Cash Flow
For Period Ending November 30, 2012

Cash - Beginning Balance 10/31/12 16,515,872

Cash Receipts:

Proposition C revenue from LACMTA 4,746,875
FTA funding received 5,710,765
Passenger fare/coupons/ID revenue 533,489
Interest income 1,204
Miscellaneous revenues 42,345
Total Cash Received 11,034,678
Cash Payments:

Vehicles/Vehicle equipment
Capital Equipment 6,272
Prepaid expenses/deposits 649,200
Payments to contract providers 7,632,462
Eligibility Determination expenses 313,089
Salaries and related benpefits 650,537
Other expenses 682,220
Total Cash Payments 9,933,779
Increase {Decrease) in Cash Reserves 1,100,898
Cash - Ending Balance 11/30/12 17,616,771

Note: The above statement of cash flow presents the more significant
financial categories and their changes for internal use only. This
statement is not prepared in accordance with generally accepted
accounting reporting standards.

19
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JANUARY 18, 2013

TO: BOARD OF DIRECTORS
FROM:  ACCESS SERVICES MANAGEMENT STAFF

- RE: EXECUTIVE SUMMARY UPDATE FOR NOVEMBER 2012

STEVE CHANG - DEPUTY EXECUTIVE DIRECTOR, OPERATIONS

With over 218,000 trips transported in November, system performance was 90.74%
with 0.09% Late4. During the month of November, our service providers did
experience an anticipated drop in ridership due to the Thanksgiving holiday period;
however, traffic patterns on the streets remain heavy and slow throughout the month.
Operation staff worked on several important projects during the month, which
include completion of the scope of work for the Northern region Request For
Proposal, preparatory tasks for the StrataGen's Adept software implementation in the
Northern region, revisions to Access driver incentive program, and fare increase
communication with service provider staff.

Rogelio Gomez - Project Administrator, Eastern and Northern Regions
Easterh Regibn

The month of November began on a positive note. San Gabriel Transit (SGT), the
Fastern Region provider, identified drivers within its operation that have performed
their duties safely without triggering any Smart Drive events. SGT recognized an
opportunity to internally recognize safe drivers that are usually unseen by
management staff. From a performance perspective, SGT completed 60,391 trips
with an on-time performarice of 90.3% and 0.14% Lated4. In addition, the Access
Service Operation Supervisor for the region conducted vehicle pull out inspections to
ensure drivers and vehicles are ready to provide service.

Northern Region

As a way to promote a positive work environment for employees, MV Transportation
(MV) once again held its Annual Employee Chili Cook-Off contest. Seven MV
employees from various departments participated in the cock-off. Access Service
staff along with MV Transportation’s General Manager, Nader Raydan took part as
contest judges. Access driver Mr. Emanuel Solis was the winner of the chili cook-off
contest, Mr. Solis has been with MV as an Access driver for eleven months and,
believe it or not, clairis to have never cooked a bowl of c¢hili in his [ife before this
contest! From a performance perspective, MV completed the month above standard
with an on-time performance of 91.72% and 0.01% Lated. MV completed 45,605 trips
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in November. The Northern Region continued to train and prepare their Call Center,
Dispatch, and Driving staff for the upcoming Adept software transition that will occur
in early-December 2012.

Alfredo Torales- Project Administrator, Southern and Santa Clarita Regions

Southern Region

In November 2012, the Southern Region completed 68,949 trips. The on-time
performance for the region was 90.2% and 0.08% Late4. As part of the Access Driver
Incentive Program, Access staff visited Global Paratransit (GPI) ori November 9th to
award safe drivers with incentive awards. There were five grand prize winners who
received four-packs of Disneyland tickets for reaching 100,000 miles without a
preventable accident and without any valid safety complaints. On November 14th,
Access Operations Supervisors performed a pull-out inspection early in the morning
at the Southern Region facility. This inspection examnines every vehicle that leaves the
yard to ensure all requirements and safety inspections are met before hitting the
road. Any vehicle that does not meet standard is immediately pulled from service
before leaving the yard. The pull-out inspection was a success at GPl with no
significant issues found. :

Santa Clarita Region

In November 2012, the Santa Clarita Region completed 3,333 trips. Overall on-time
performance met standard. New mobile data terminals (MDT), allowing drivers and
dispatch to efficiently communicate better, were installed in all Access vehicles in the
region. Data collection has improved significantly since the installation, allowing
better performance and oversight. :

Geoffrey Okamoto - Project Administrator, West Central and Antelope Valley
Regions

West Central Region

California Transit, Inc. (CTl), the service provider for the West Central Region was able
to accomplish having zero at fault accidents throughout the entire month, while
completing 33,395 trips. The Waest Central Region’s continues to show positive
improvements in its safety trend. CTI's on-time performance for the month was 90%
percent and 0.10% Late4. '

Antelope Valley

Diversified Transportation (DT), the service provider for the Antelope Valley Region,
completed 6,130 trips. This is a high trip count compared to November of 2011,
where 4,993 trips were completed. Despite this ridership growth in the region, DT
was able to complete the month with 92.9% on-time with 0.11% Late4. During the
last week of November, DT drivers successfully and safely achieved the milestone of
not triggering any Smart Drive Category 4 events. DT is the first and only provider to
achieve such success in two consecutive months {October and November 2012). In
addition, DT management was able to increase their Category 3 coaching to 100%
{prior month was 73%).
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Evie Palicz - Mahager of Safety, Training, and Emergency Preparedness,
Eligibility '

Eligibility Center

On November 7th, twelve social workers from San Gabriel/Pomona Regional Center
toured the Access Eligibility Center as part their in-service training. The objective of
* the tour and briefing was to understand the Access functional assessment process. By
having a better understanding of the evaluation process, these social workers are
better able to explain to their clients what to expect when they are scheduled for their
evaluations.

Mr: David Howie-Jones from Care Evaluators briefed the tour group on the ADA with
respect to eligibility and then guided them through a simulated transit evaluation
walk. After that, the group observed the marking and tethering of mobility devices.
Access will mark and install tether securement straps on all mobility devices that
come to the center. '

The San Gabriel/Pomona Regional Center provides education, training,
communication and resources to people with developmental disabilities.

in November 2012, the certified customers count reached 131,824, Comparéd to
November 2011, which had 116,933 certified customers; this represents an increase
of 11% year over year. In addition, Access provided visitor eligibility to 63 out-of-town

© customers.

DAVID FOSTER, MANAGER OF CUSTOMER SUPPORT SERVICES
Customer Service, Customer Support and Customer Care Update

Customer Service and Support Center (Operations Monitoring) - The month of
November 2012 saw a slightly lower number of calls come through the Call Center.
The Customer Support (OMC) queue registered 6,778 calls which is a 9% decrease
from October; a lower number of calls for assistance are usually an indicator of
improved service. This decrease in the number of calls for immediate assistance led
to a lower number of requests for backup assistance. A total of 321 backup trips were
requested, more than half, 174 backup trips were serviced by OMC overflow vehicles.
Once again the Average Initial Hold Time for the OMC queue was well below the

standard at a little over 3 and half minutes. ' '

Total calls answered at 21,981, was down 12% from October, primarily as a result of a
15% decrease in calls to the Customer Service queue. Tap calls dipped in November
by 11%. The Average Initial Hold Time for Customer Service for November was at 6
and half minutes. Still slightly above the standard, but almost there!l As previously
reported the call center now offers a callback option for customers selecting the
Customer Service or TAP queue options. This feature allows the customer to choose
to be called back instead of waiting on hold and has been popular with customers. In
November there were a total of 7,797 callbacks requested and performed by the
CSRs.
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In the beginning of November Metro began repair and maintenance on Red Line
elevators at Universal City & Pershing Square Stations and at the-end of November at
the Blue line Firestone Station. Call Center staff remained available for after-hours
shuttle assistance with overflow and backup vehicles. Wrapping things up Call Center
staff garnered a total of 10 commendations from grateful customers.

Customer Care - For the month of November, Customer Care received a total of 794
complaints. This represented a 5.5% increase from October's total however; it is a
6.6% decrease in comparison to November 2011. Our top complaint category was
Urgent tickets with 17% of all complaints, followed by Conduct and Late 4 tickets as
our top two and three categories. Together they account for 44% all of all
complaints. Connecting with our customers at the pickup locations continue to be
the number one factor for complaints. A quarter of the time, customers are not ready
at the curb of the pickup location or they may wait at the wrong location, especially at
larger facilities. Also, drivers play a role in the service breakdown as well when they
do not arrive at the correct location or wait less than the five minute dwell time.
These incidents are immediately reported to the provider and monitored to
determine if a particular driver shows a serious trend with this behavior. Gradually
now, Customer Care has seen a decrease in commendations than recorded in
previous months with this month only having had 138 commendations submitted.
The 30% decrease from last month could stem from the high call volume in the
customer service department. None the less, commendations are still our top ticket
category every month,

LUIS PACHECO, SAFETY ANALYST

SmartDrive

Despite November being a turbulent month due to Thanksgiving holidays, providers
were able to keep events per every 1,000 miles down to just 6, which is the same as
last month, as well as keep the average percentage of total coaching at 70%.
Diversified continued their noteworthy feat of having no category 4 events recorded

for the entire month of November, while Global continued to have coaching
percentage’s in the upper nineties for both category 3 and 4 events.

Driver Incentive Program

November was an exceptional month for San Gabriel Transit because eight of their
safest drivers earned the highest driver incentive awards for reaching 100,000 miles
driven with no accidents, incidents, or safety related complaints. Access Executive
Director Shelly Verrinder and Chief Operations Officer Mark Maloney presented the
top award, a trip to Disneyland for four people and a day off with pay. What made this
presentation so special was six of the eight were Access certified taxi drivers who
perform Access trips. The award presentation ceremany took place in front of new
hire driver class. This was an excellent opportunity to showcase the best drivers to the
new cadets as well as the rewards that can be attained by being a safe and vigilant
driver.

Global Paratransit also made news as six of their safest drivers were also recognized
for reaching 100,000 safe miles. Project Administrator Alfredo Torales and his
regional team along with Executive Director Shelly Verrinder and Chief Operations

29



Officer Mark Maloney were present to personally thank these drivers for their
contributions to making Access one of the safest paratransit companies. '

The program continues to produce some of the safest drivers in our industry and
more drivers have pledged to continue to drive safely and reach the top award level.
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__~~BOARD BOX ITEM 8
JANUARY 18, 2013
TO: BOARD OF DIRECTORS
FROM: MELISSA THOMPSON, OPERATIONS ANALYST
RE: OPERATIONS REPORT FOR NOVEMBER 2012

Below is a summary of the key operating statistics for NOVEMBER 2012, as well
as, operation data for the previous month (OCT 2012) and Year to Date (YTD):

MONTHLY OPERATIONS REPORT SUMMARY

Current | Last Month! % change
218,080 242,648

Total Trips

Passengers erVehic'IeT-_r_ip 1.30 1.29

Average Trip Distance

Average Initial Hold Time
d

% of Calls on Hold More |
4 .

On-Time Performance

Late 4 Trips

Total number Registered
Customers 131,824 130,783 0.8%; 131,824
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MONTHLY PROVIDER SUMMARY: ALL TRIPS
(including OMC Dispatched Backup Trips)

Passengers Trips Passengers | Eligible
' per Trip | Passengers
per Trip
System Wide ,
‘ OCT-12 313,954 242,648 1.29 1.00
NOV-12 283,721 218,080 1.30 1.00
% Change -9.6% -10.1% 0.8% 0.0%
SGT - Eastern Region \
- OCT-12 88,762 67,402 1.32 0.94
NOV-12 | 79,993 60,391 1.32 - 0.94
% Change -9.9% | -10.4% 0.0% 0.0%
| GPI - Southern Region
- TOCT-12 99,007 76,021 1.30 1.02
NOV-12 90,249 68,949 1.31. 1.02
' % Change -8.9% -9.3% 0.8% 0.0%
CTi - WC West Central Region
‘ OCT-12 49,594 37,714 ¢ 1.32 1.03
NOV-12 | 44,185 33,395 1.32 1.03
% Change -10.9% -11.5% 0.0% 0.0%
IVIV San Fernando Valley Region : -
OCT-12 62,329 50,631 1.23 1.02
NOV-12 56,288 45,605 1.23 1.02
% Change -9.7% -9.9% 0.0% 0.0%
DT - AV - Antelope Valley Region |
OCT-12 9,520 6,835 1.39 1.03
NOV-12 8,682 6,130 1.42 1.04
% Change -8.8% -10.3% 2.2% 1.0%
SCT - Santa Clarita Region
OCT-12 4,332 3,670 1.18 - 1.02
NOV-12 4,016 3,333 1.20 1.02
% Change 7.3% 9.2% 1.7% 0.0% |
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PROVIDER SERVICE SUMMARY
PROVIDER MONITORING

Previous YTD-

Maintenance Inspections* Current Month Average
TOTAL 17 23 26
SGT - Eastern Region 3 6 6
GPI - Southern Region 4 8 10
CTi - West - Central Region 2 3 3
MV Transit - San Fernando Valley Region 5 6 5

DT - Antelope Valley Region 2 0 1
SCT - Santa Clarita Region 1 0 1

* The data above represents the number of vehicles evaluated at the contractor

locations.
Previous YTD-

Dispatch Coordination* Current Month Average
TOTAL 65 60 55
SGT - Eastern Region 13 10 8
GPI - Southern Region 13 3 8
CTl - West - Central Region 9 11 4
MV Transit - San Fernando Valley Region 17 16 20
DT - Antelope Valley Region 12 14 8
SCT - Santa Clarita Region 1 6 8

* The data above represents the number of Order Takers and Dispatchers

evaluated by the Operations Supervisors.

Comparability of Access Paratransit to Current Previous
Fixed Route Travel Times* Quarter Quarter
Equal to or Shorter than Comparable Fixed .

Route Trip 92.4% - 91.5%
1-20 Minutes Longer than Fixed Route Trip 5.9% 5.9%
21-40 Minutes Longer than Fixed Route Trip 1.2% 1.6%
41-60 Minutes Longer than Fixed Route Trip 0.1% 0.7%
60 Minutes Longer than Fixed Route Trip 0.4% 0.3%

*The data above (based on a sample of all trips) highlights the degree to which
Access Paratransit trips are comparable in terms of travel time to trips of a
similar distance, origin and destination taken on local fixed route transit.
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NORTH COUNTY TRANSFER TRIPS

North County Trips Transferring at Previous YTD-
Olive View o Current Month Average
| Antelope Valley to Transfer Point 362 375 336
Transfer Point to Antelope Valley 323 - 319 263
Santa Clarita to Transfer Point 137 172 138
Transfer Point to Santa Clarita 123 143 118
Systemwide Mobility Device Previous YTD-
Securement Incidents Current Month Average
Total Reported Incidents 0 0 0.0
Total Reported Incidents with Bodily Injury 0 0 0.0
SGT - Eastern Region 0 0 0.0
GPI - Southern Region 0 0] 0.0
CTl - West/Central Region 0 0 0.0
MV Transit - San Fernando Valley Region 0 | 0 0.0
DT - Antelope Valley Region - 0 0. 0.0
SCT - Santa Clarita Region 0 0 0.0
COMMUNICATIONS ,
. Previous YTD-
Providers: Monthly Calls Current Month Average
All PROVIDER TOTAL 410,849 413,970 394,597
SGT - Eastern Region 103,937 160,968 102,733
GPI - Southemn Region 1364391 126,396 127,950
CTI - West - Central Region 92,628 98,120 87,089
- MV Transit - San Fernando'VaIIey Region 63,263 66,629 61,948
DT - Antelope Valley Region 11,688 12,653 11,801
SCT - Santa Clarita Region 2,894 3,204 3,077
Previous YTD-
Customer Service/OMC Calls Current - Month Average
‘Customer Service Calls Answered 23,446 292,129 21,301
! Ops. Monitoring Center Calls Answered 8,186 8,685 7,297
Ride Info Calls Offered 713 - 957 204

*The data above includes the number of TAP calls and Customer Service calls received by

Access and STI.
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Average Initial Hold Times - Standard
-Not to Exceed 120 Seconds and %

Calls on Previous YTD-
Hold > 5 mins Systemwide Current Month Average
Average Initial Hold Time 64 81 75
% of Calls On Hold More Than 5 minutes 6.2% 8.90% 6.6%
SGT - Eastern Region

Average Initial Hold Time 76 69 70
% of Calls on Hold More Than 5 minutes 10.30% 8.70% 7.2%
GPI ~ Southern Region

Average Initial Hold Time 63 75 73
% of Calls on Hold More Than 5 minutes 5.5% 11.50% 6.9%
CTl - West - Central Region

Average Initial Hold Time 36 61 55
% of Calls on Hold More Than 5 minutes 2.9% 3.90% 4.0%
MV Transit ~San Fernando Valley

Region

Average Initial Hold Time 79 138 110
% of Calls on Hold More Than 5 minutes 7.2% 3.90% 7.5%
DT - Antelope Valley Region

Average Initial Hold Time 61 74 65
% of Calls on Hold More Than 5 minutes 0.9% 2.00% 1.3%
SCT - Santa Clarita Valley Region

Average Initial Hold Time 50 73 62
% of Calls on Hold More Than 5 minutes 3.0% 3.60% 3.6%
Operations Monitoring Center

Average Initial Hold Time | 195 425 273
% of Calls on Hold More Than 5 minutes 18.1% 19.70% 27.5%
Customer Service -
Average Initial Hold Time 400 425 614
% of Calls on Hold More Than 5 minutes 11.0% 12.90% 47.9%
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Eligibility Determinations

_ Previous YTD-
ADA Paratransit Evaluations ~ Current Month Average
Completed __
UNRESTRICTTED 1,827 2,153 1,918
RESTRICTED 607 | 655 612
TEMPORARY 410 505 408
NOT ELIGIBLE 376 481 430
TOTAL 3,220 3,794 3,368
Recertifications (in Person) 714 823 775
New Applicants 2,506. 2,971 2,593
Eligibility Renewals
Recertification Letters Sent - 2,197 3,006 2,700
Process Time (avg.Days: Individ.) :
Evaluation to Mail Out (ADA<21 Days) 12 12} 9
Scheduling Phone Call to Evaluation 13 12 9
Scheduling Phone Call to Mail Out 26 20 241
Previous YTD-
ADA Paratransit Ehglblhty Appeals Current ‘Month Average
Appeals Requested 110 145 114
| Closed 95 124 103
Withdrawn/Closed Before Compietlon 14 32 28
Pending 201 238 185
Increased - 16 28 20
Decreased 3 1 3
Modified 6 8 6
Upheld 50 50 44
% Appeals not overturned 79% 68% 73%
Net Denijed Rate (Year-to-Date) 11% 12% 12.2%
Process Time: Appeal Date to Mail Out : -
ADA>30) 11 8 9]
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OPERATIONS'MONITORING CENTER ACTIVITY

YTD-

Previous
Calls to OMC Current Month Average
TOTAL CALLS: 5,401 6,063 5,556
Late calls 1,195 1,543 1,274
Other (CSC/Reservations) 4,206 4,520 4,282
Previous YTD-
Disposition of Late Calls _Current . Month Average
Back-Up Vehicle Sent 135 197 155
ETA Given 575 808 658
Help Calls 17 8 24
Miscellaneous 468 530 436
TOTAL LATE CALLS 1,195 1,543 1,274
NOTE REGARDING DEFINITION OF CALLS TO OMC:
“Late Trips” are trips from 21 to 65 minutes past due time.
"Missed Trips” are trips over 65 minutes past due time.
Late Trip Calls to OMC Previous YTD-
Resulting in Dispatch of B/U Vehicle Current Month Average
(5.4.1.6)
Avg. Time Between 1* Call and Arrival of
Back up Vehicle at Customers Location 64 53 57.9
Late Trip Calls to OMC Resulting | Previous  YTD-
In “Wait” and Back up Vehicles Sent Current Month Average
(5.4.1.7)
Incidence of Vehicles Sent to Wait w/the
Customer until Arrival of Accessible 0 0 0.2

Vehicle
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PROVIDER REPORT CARD*

Previous YTD-
Systemwide Current Month Average
Percentage of Trips On-Time 20.7% 89.3% - 90.7%
Percentage of Late Trips 9.3% - 10.7% | 9.3%
Late “1" (1-15 min. late) 7.1% 8.1% - 7.%
Late "2" (16-30 min. late) 1.7% 2.1% 1.7%
Late “3” (31-45 min. late) 0.4% 0.5% 0.4%
Late “4” (>46 min. late)/Missed Trips* 0.1% 0.1% 0.09%
No Shows 3.5% 3.7% 3.4%
Accessibility Violations - occurrences 1 1 0.8
Denied Traps -% of Next Day Trip Requests : |
Denied 0.1% 0.1% 0.17%
. Previous YTD-
SGT - Eastern Region Current Month Average
Percentage of Trips On-Time 90.3% 89.4% 90.8%
Percentage of Late Trips 2.7% 10.6% | 92.2%
Late "1” (1-15 min. late) 7.9% 7.8% 7.1%
Late “2" (16-30 min. late) 2.0% 2.1% 1.8%
Late “3”(31-45 min. late) ' 0.5% 0.6% 0.4%
Late "4" (>46 min. late)/Missed Trips 0.1% 0.2% 0.11%
No Shows | 2.7% 2.8% 2.8%
Accessibility Violations - occurrences 0 0 0.0
Denied Trips -% of Next Day Trip Requests . -
Denied 0.00% 0.00% 0.00%
Previous YTD-
CTI - West Central Region Current Month Average
Percentage of Trips On-Time ?0.0% 88.7% 90.3%
Percentage of Late Trips 10.1% 11.3% 9.7%
Late "1"(1-15 min. late) 7.4% 8.4% 7.4%
Late “2" (16-30 min. late) 0.2% 2.3% 1.9%
Late “3”(31-45 min. late) 0.5% 0.6% 0.4%
( 0.1% 0.1% 0.07%

Late "4” (>46 min. late)/Missed Trips
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No Shows 4.2% 4.5% | 4.3%
Accessibility Violations - occurrences 0 0 0.0
Denied Trips -% of Next Day Trip Requests
Denied 0.00% 0.0% 0.00%
Previous YTD-
GPI - Southern Region Current Month Average
Percentage of Trips On-Time 90.2% 88.0% 89.8%
Percentage of Late Trips ?.8% 12.0% 10.2%
Late 17 (1-15 min. late) 7.7% 9.1% 7.8%
Late “2" (16-30 min. late) 1.7% 2.4% - 1.9%
Late "3" (31-45 min. late) 0.3% 0.4% 0.4%
Late “4” (>46 min. Iate)/l\/lsssed Trips 0.1% | 0.1% 0.06%
No Shows 3.6% 3.2% 3.4%
Accessibility Violations - occurrences 0 1 0.6
‘Denied Trips -% of Next Day Trip Requests ,
Denied 0.00% 0.00% 0.16%
Previous YTD-
MVT - Northern Next Day Trips Current Month Average
Percentage of Trips On-Time 21.7% ?1.0% 21.9%
Percentage of Late Trips 8.3% 9.0% 8.1%
Late “1” (1-15 min. late) 6.7% 7.0% 6.5%
Late “2" {16-30 min. late) 1.4% 1.5% 1.3%
Late “3” (31-45 min. late) 0.2% 0.3% 0.2%
Late "4” {(>46 min. late)/Missed Trips 0.0% 0.2% 0.07%
No Shows 3.0% 3.0% 2.6%
Accessibility Violations - occurrences 0 0 0.0
Denied Trips -% of Next Day Trip Requests
Denied 0.00% 0.00% 0.17%
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0.84%

Previous YTD-

DT - Antelope Valley Current Month Average
Percentage of Trips On-Time | 92.9% 91.1% 90.5%
Percentage of Late Trips 7.1% 8.9% ?2.5%
Late “17(1-15 min. late) 5.6% 6.7% 6.9%
Late “2" (16-30 min. late) 1.0% 1.7% 1.8%
Late “3" {31-45 min. late) 0.3% 0.5% 0.5%
Late "4” (>46 min. late)/Missed Trips 0.1% 0.1% 0.35%
No Shows 3.5% 3.4% - 3.7%
Accessibility Violations - occurrences 1 0 0.2
Denied Tnps -% of Next Day Trip Requests _
Denied 0.00% 0.8% 0.35%

7 Previous YTD-
SCT - Santa Clarita Valley Current Month Average
Percentage of Trips On-Time 98.6% 91.3% 20.5%
Percentage of Late Trips 1.4% 8.7% 2.5%
Late "1"(1-15 min. late) 0.8% 7.2% 6.1%
Late "2" (16-30 min. late) 0.2% 1.4% - 2.7%
Late "3" (31-45 min. late) 0.0% 0.1% 0.4%
Late “4” (>46 min. late)/Missed Trips 0.4% 0.0% 0.31%
No Shows - 1.5% |- 1.8% 1.3%
Accessibility Violations - occurrences 0 0 0.0
Denled Trips -% of Next Day Trip Requests
Denied 0.00% 0.17%
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Customer Reported Service Complaints

6-Month

Systemwide Current Average
ADA 1 0.8
Animal 0 0.2
Booking 48 60.4
Conduct 124 149.4
Discourteous 49 68.6
Late 1 19 18.4
Late 2 15 28.2
Late 3 8 13.0
Late 4 92 101.6
Risk Management 135 142 .4
Routing 29 28.8
Wheelchair Securement 3 24
Service 24 26.0
Travel Time 21 24.8
Vehicle 5 8.0
TOTAL 573 660.4
Ratio per 1,000 Trips 2.6 3.0
Commendations 35.0 166.0

6-Month

SGT - Eastern Region Current Average
ADA 0 0.0
Animal 0 0.0
Booking [l 15.2
Conduct 43 - 48.2
Discourteous 16 17.8
Late 1 4 2.4
Late 2 5 6.0
Late 3 2 4.2
Late 4 24 21.0
| Risk Management 35 30.2
Routing 6 4.4
Wheelchair Securement 0 0.8
Service 1 4.0
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Travel Time 0 34
Vehicle - 1 2.0
TOTAL 148 159.6
Ratio per 1,000 Trips 2.5 2.7
Commendations 23.0 36.2
_ 6-Month
CTl - West Central Regio Current Average
ADA : 0 0.0
Animal -0 0.2
Booking S 10.6
Conduct 15 256
Discourteous 8 10.0
Late 1 2 1.2
Late 2 1 2.0
Late 3 3 2.0
Late 4 17 299
Risk Management 13 " 20.6
Routing 2 4.2
Wheelchair Securement 0 0.6
Service 0 1.8
Travel Time - 3 3.0
Vehicle 1 0.6
TOTAL 70 104.6 |
Ratio per 1,000 Trips 21 294
| Commendations . 11.0 19.8
6-Month
GPI - Southern Region Current Average
ADA 0 0.6
Animal 0 0.0
Booking 21 - 23.4
Conduct 52 58.8
Discourteous 17 25.6
Late 1 10 9.0
Late 2 6 13.2
Late 3 2 4.6
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Late 4 43 44.6
Risk Management 42 45 8
Routing . 17 17.2
Wheelchair Securement 1 0.6
Service 10 10.2
Travel Time 12 13.8
Vehicle 2 2.8
TOTAL 235 270.4
Ratio per 1,000 Trips 34 3.7
Commendations 38.0 54.0
MV Transit - San Fernando Valley Region Current

ADA 0 0.0
Animal 0 0.0
Booking 9 8.4
Conduct 12 19.0
Discourteous 3 9.2
Late 1 2 3.4
Late 2 3 5.2
Late 3 1 1.6
Late 4 8 12.0
Risk Management 38 36.4
Routing 3 3.2
Wheelchair Securement 2 0.4
Service ' 3 3.2
Travel Time 6 4.6
Vehicle 1 1.6
TOTAL 91 99.2
Ratio per 1,000 Trips 2.0 29
Commendations 16.0 354

6-Month

DT - Antelope Valley Region Current Average
ADA 0 0:0
Animal 0 0.0
Booking 0 0.0
Conduct 0 0.0
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Discourteous 0 0.2
Late 1 1 0.2
Late 2 0 0.2
Late 3 0 0.0
Late 4 0 0.0
Risk Management 0 0.0
Routing 0 0.0
| Wheelchair Securement 0 0.0
Service 0 0.0
Travel Time 0 0.0
Vehicle 0 0.0
TOTAL 1 0.6
Ratio per 1,000 Trips 0.2 0.1
Commendations 0.0 2.6
- SCT - Santa Clarita Region
ADA 0 0.0
Animal 0 0.0
Booking 1 0.2
| Conduct 0 0.0
Discourteous 0 0.0
Late 1 0 0.0
Late 2 0 0.0
Late 3 0 0.2
Late 4 0 0.0
Risk Management 0 0.2
Routing 0 0.0
Wheelchair Securement 0 0.0
Service 0 0.0
Travel Time 0 0.2
Vehicle 0 0.2
TOTAL 1 1.0
Ratio per 1,000 Trips 0.3 0.3
Commendations 0.0 0.0
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ACCesSS

BOARD OF DIRECTORS MEETING
MONDAY, JANUARY 28, 2013
Closed Session: 12:00 - 1:00 P.M.

General Session: 1:00 - 3:00 P.M.
Los Angeles County MTA
One Gateway Plaza, 3rd Floor
729 Vignes Street, Los Angeles CA 90012

MISSION STATEMENT
Access Services promotes access to all modes of
transportation and provides quality and safe ADA paratransit
service on behalf of public transit agencies in Los Angeles

County.
DISPOSITION
1. CALLTO ORDER | ACTION
2. PUBLIC COMMENT WITH RESPECT TO CLOSED SESSION ITEMS
3. CLOSED SESSION DISCUSSION/

POSSIBLE ACTION
A) CONFERENCE WITH LEGAL COUNSEL: CAL. GOV.
CODE §54956.9

I. Anticipated Lftiaatfon: Gov. Code §54956.9 (b)

(i) Significant exposure to litigation pursuant to
subdivision {b) of Gov. Code §54956.9

(i} Initiation of Litigation pursuant to subdivision
(c) of Gov. Code §54956.9

B) CALIFORNIA GOV. CODE §54957 - PERSONNEL ISSUES

4. SUPERIOR SERVICE AWARDS ‘ PRESENTATION



9.

10.

11.

12,

13.

REVIEW & APPROVAL OF MINUTES FROM THE BOARD
MEETING OF OCTOBER 28, 2012 (page 4)

[Staff Recommend atioh: Approve]

REPORT FROM EX-OFFICIO BOARD MEMBERS

GENERAL PUBLIC-COMMENT
CONSENT CALENDAR

a) Approvalto Award Contract For Travel Trammg
-~ Services (AS-3355) {page 16)

b} Approval to Award Consulting Services Contract For
Social Services Transportation Inventory and Survey

(AS-3342) (page 20)

c)  Approval to Add Funds For Tfan’sportation Services
Contract in Northemn Service Area {AS-2492) (page 23)

d) Revision To Employee Hand Book - Retirement Plans
(page 25)

e) Access Services Advisory Committee Member Re-
Appointments (page 27)

[Staff Recommendation: Approve Consent Calendar]

APPROVE CHANGES RELATED TO THE FREE FARE
PROGRAM (page 29)

{Staff Recommendation: Amend relevant Free Fare
agreements to state that only Access customers who
reside in Los Angeles County are eligible for the Free |
Fare Program. If approved by the Board, staff will, as
necessary: Update the Access Rider's Guide; Conduct
outreach to potential customers affected by the policy
change; inform San Bernardino, Orange, Riverside and
Kern County stakeholders of the change; Modify
existing and future Access TAP cards to disable Free
Fare functionality for non Los Angeles County
residents. ‘ )

CHANGES RELATED TO OUT OF SERVICE AREA TRIPS
(page 31)

'MV/STRATAGEN TRANSITION UPDATE

EXECUTIVE DIRECTOR'S REPORT

BOARD MEMBER COMMUNICATION

ACTION

[Vote Required:
majority of quorum
by voicea vote] '

- INFORMATION

- INFORMATION

ACTION

[Vote Required:
majority of quorum

by roll call}

ACTION

[Vote Required:
majority of quorum
by roll call]

INFORMATION

PRESENTATION

| INFORMATION

INFORMATION



14. NEW BUSINESS SUBSEQUENT TO THE POSTING DISCUSSION/
OF THE AGENDA POSSIBLE ACTION

15, ADJOURNMENT , ACTION

Access Services does not discriminate on the basis of disability. Accordingly, Access
Services seeks to ensure that individuals with disabilities will have an equal
opportunity to participate in the range of Access Services events and programs by
providing appropriate auxiliary aids and services to facilitate communication. In
determining the type of auxiliary aids and services for communication that will be
provided, primary consideration is given to the request of the individual with
disabilities. However, the final decision belongs to Access Services. To help ensure
availability of those auxiliary aids and services you require, please make every effort to
notify Access Services of your request at least three (3) business days (72 hours} prior
to the meeting in which you wish to utilize those aids or services. You may do so by
contacting (213) 270-6000.

Note: Access Services board meetings are held pursuant to the Ralph M. Brown Act
[Cal. Gov. Code §54950] and are open to the public. The public may view and obtain
all written information supporting this agenda provided to the board both initially and
supplementally prior to the meeting at the agency’s offices located at 3449 Santa
Anita Avenue, El Monte California and on its website at http://asila.org. Docuiments,
including Power Point handouts distributed to Board Members by staff or Board
members at the meeting will simultaneously be made available to the public. Three
opportunities are available for the public to address the board during a board
meeting: (1) before closed session regarding matters to be discussed in closed
session, (2) before a specific agendized item is debated and voted upon regarding
that item and (3) general public comment. The exercise of the right to address the
board is subject to restriction as to time and appropriate decorum. All persons
wishing to make public comment must fill out a yellow Public Comment Form and
submit it to the Secretary to the Board. Public comment is generally limited to three (3)
minutes per speaker and the total time available for public comment may be limited at
the discretion of the Chairperson. Persons whose speech is impaired such that they
are unable to address the board at a normal rate of speed may request the
accommodation of a limited amount of additional time from the Chair but only by
checking the appropriate box on the Public Comment Form. Granting such an
accommodation is in the discretion of the Chair.

The Board of Directors will not and cannot respond during the meeting to matters
raised under general public comment. Pursuant to provisions of the Brown Act
governing these proceedings, no discussion or action may be taken on these matters
unless they are listed on the agenda, or unless certain emergency or special
circumstances exist. However, the board may direct staff to investigate and/or
schedule certain matters for consideration at a future Board of Directors Meeting and
the staff will respond to all public comment in writing prior to the next board meeting.

"Alternative accessible formats available upon request.”



ITEM 5

MINUTES
ACCESS SERVICES
'BOARD MEETING
OCTOBER 28, 2012

The Access Services Board of Directors meeting convened at 12:00 p.m. on Monday,
October 22, 2012 in the third floor Board Room of the Los Angeles Metropolitan
Transportation Authority {Metro) Building located at One Gateway Plaza in the City of
Los Angeles. The presiding Board Member was Doran Barnes, Chairperson. Board
Members present included: Dolores Nason, Vice Chair, Joseph Stitcher, Treasurer, -
Theresa DeVera, Secretary, James Woodson, Jano Baghdanian, and Martin Gombert.
Ex-Officio, Michael Arrigo, and Jim Jones, Access Services Legal Counsel. Director
Angela Nwokike and Ex-Officio, Wayne Wassell were excused from the meeting.

Access Services' staff members present included: Shelly Verrinder, Mark Maloney, F
Scott Jewell, Donna Cisco, Araceli Camuy, Suzanne Handler, Luis Garcia, David Foster,

Steve Chang, Brian Selwyn, Alfredo Torales, Geoffrey Okamoto, Rogelio Gomez, .
Andre Colaiace, Galen Hale, Susanna Cadenas, Linda Ross, Galen Hale Eric Haack

Evie Palicz, Ngan Adams, and Lora Verarde (intern).

PUBLIC COMMENT WITH RESPECT TO CLOSED SESSION ITEMS

No public comments were heard regarding the closed session items.

CLOSED SESSION REPORT

The Board met in Closed Session and reconvened the general portion of the meeting
at 1:03 p.m. at which time Michael Arrigo, Chair of the CAC, joined the general
session,

Chairperson Barnes asked Mr. Jones, Access Services Legal Counsel, to brief the
audience on the outcome of the closed session.

Mr. Jones reported that prior to taking the dais, the Board met in closed session to
discuss pending or threated imgatlon no reportable action was taken by the Board
with respect to these matters.

Mr. Jones explained the right for public comment and how it could be exercised. He
mentioned the general 3 minute limitation on public comment and that anyone who
by reason of a specific disability which prevented them from speaking with normal
rapidity and who wished 1o request an accommodation should so indicate on the
speaker request form so that the Chairperson could consider and potentially grant
additional time to make their statement but due to the amount of public comments
submitted for today’s meeting the Chairperson will only allow three minutes for public
comments.



Mr. Jones also explained that individual speakers may not cede their time to anyone
else, if someone else had an issue they would need to speak for themselves or if they
are unable to speak for themselves the Board should receive written communications
to make them part of the record.

SUPERIOR SERVICE AWARDS

Mary Volio, a Driver from Diversified Transit, was the recipient of the Superior Service
Award for the month of July 2012.

Steve Byadjian, a Driver from San Gabriel Transit, was the recipient of the Superior
Service Award for the month of August 2012 and the recipient of the Access Services
Driver Incentive program. Mr. Byadjian reached 100 thousand miles without any
accidents or service complaints and for his accomplishment he was awarded
Disneyland tickets for a family of four, and one day off with pay from San Gabriel
Transit.

REVIEW & APPROVAL OF THE BOARD MEETING MINUTES FROM AUGUST 27,
2012

Motion: Director Nason moved approval of the August 27, 2012 Board meeting
‘minutes.
| Second:. Director DeVera seconded the motion.

Discussion: None.

Vote: Via Voice Vote.
In Favor: Directors Nason, Baghdanlan DeVera Stitcher, Gombert, and
Woodson.

Opposed: - None.
Abstention: None.

Pass/Fail: The motion carried.

REPORT FROM EX-OFFICIO BOARD MEMBERS

ChairperSOn Barnes announced that Wayne Wassell, the Chair of the Transportation
Professional Advisory Committee (TPAC) was unable to attend today's meeting.

Michael Arrigo, Chair of the Community Advisory Committee (CAC), began his report
by stating that the meeting on Tuesday, October 9, 2012 had a very light agenda so
the committee discussed the proposed fare change and the reservation hours and
adjourned the meeting early.



GENERAL PUBLIC COMMENT

Afi Bell stated that she appreciated Access Services and was thankful to have the
service but she had a few things to say about the TAP card. Ms. Bell stated that in the
past she would have to travel to Santa Monica to purchase her coupons but now all
she had to do was go across the street to get them. She also mentioned that it did not
seem like most of the drivers understood the TAP card usage because on October

10™ a driver swiped her TAP card and it did not go through, so the driver contacted
his dispatcher and was informed unless she gave the dnver cash he was instructed not
to take me anywhere.

Ms. Bell added that she had to call customer service who then talked to the driver and
he finally agreed to take her home. She also stated that this was not the first time she
had had a problem with the TAP card. Ms. Bell concluded her public comment by
‘requesting that the drivers be updated on TAP card procedures so she does not have
to go through this experience again. :

Ms. Verrinder informed Ms. Bell that Access Services Complaints Analyst, Susanna
Cadenas, would follow-up with her after the meeting. :

John Mav;s stated that he served on the CAC and other Access Services committees in
the past and over the last four or five years he's been busy with his business and was
~unable to attend the meetings but felt it was necessary for him to attend this one. Mr.
Mavis stated that two Access Services staff members misinformed him on two
occasions. Once when he was at a meeting in Glendale, Louis Burns gave him his
direct line and told him to call him because he was very busy and had to leave. Mr.
Mavis stated that he called the number and could not get through to speak to Mr.
Buins. On another occasion he was at a Foothill meeting for the blind and he ran into
Mr. Burns and Mr. Rycharde Martindale and was again told that they did not have time
to speak to him but would call him on Friday, which was over a few months ago and he
still had not heard from either of them. Mr. Mavis concluded his public comment by
stating that he wanted to discuss safety issues and the fact that he had been denied
rides.

Ms. Verrinder informed Mr. Mavis that Access Services Manager of Customer Support
Services, David Foster, would follow-up with him after the meeting.

Lupe Medina stated that she attended a CAC meeting on October 9, 2012 and had a
3:30 pick-up, which turned out to be a 3:50 pick-up on a shared ride that took her
about three hours to get home. She concluded her public comment by asking if
something could be done about the long distances between shared ride trips.

Ms. Verrinder informed Ms. Medina that Access Services Project Administrator
‘Geoffrey Okamoto would follow-up with her after the meeting.

Gordon Cardona stated that he heard that the fares were going to increase, he asked
if the service would improve because the last time the fares increased he did not
notice any improvements. Mr, Cardona concluded his public comment by stating that
he was tired of the long shared rides.



Chairperson Barnes stated that the Board would consider his public comment as part
of Item 9 regarding the proposed fare increase.

Zebreda Dumha stated that she attends an event on Sundays at the Glendale
Community College and recently stand number two was opened in Lot A but her and
her friend were left behind at a different stand because it seemed that no one was
aware that stand two was open. She also added that there was another sign at the
entrance with an arrow pointing to Lot F, she asked staff to inform the drivers that
stand number two in Lot A was open.

Ms. Dumha also mentioned that she was friends with Gordon Cardona and several
times he had texted her requesting that she contact Access Services to see where his
vehicle was. Ms. Dumha concluded her public comment by stating that she did not
mind helping him but Access Services should start a texting service for individuals like
Mr. Cardona.

Mr. & Mrs. Guona, Mrs. Guona stated that they were both very grateful for Access
Services and they understood the reasons for the fare increase but many riders in the
disabled community could not afford the increase, she asked if staff was considering
those riders. Mrs. Guona also mentioned that she had a friend that was visually
impaired and was applying for the service and while filing out her application she
provided a wrong address. Mrs. Guona asked if there was any way the address could
be changed. '

Chairperson Barnes stated that the Board would consider her public comment as part
of ltem 9 regarding the proposed fare increase. As for the address change Ms.
Verrinder will appoint a staff member to follow up on that issue.

Ms. Verrinder informed Ms. Guona that Access Services Manager of Safety, Training &
Emergency Preparedness Evie Palicz would follow-up with her after the meeting.

CONSENT CALENDAR

Director Baghdanian pulled ltem 8-c from the consent calendar for purposes of
discussion.

Motion: Director Stitcher moved approval of the remaining ltems on the
consent calendar, ltems 8-a, 8-b, 8-d, 8-¢, 8-, and 8-g.

Second: Director Woodson seconded the motion.

Discussion: None.

Roll Cali: Chairperson Barnes asked for a roll call.
In Favor: Directors Gombert, Woodson, Nason, Baghdanian, DeVera, and
Stitcher.

Opposed:  None.

Abstention: None.



Pass/Fail: The motion carried.

DISCUSSION: ltem 8-¢ (A.O.orovaf of Extension of Eastern Reqgion Contract with San
Gabriel Transit, Inc. (AS-1928) :

_ Director Baghdanian stated that he pulled the item due to potential conflict of interest
and stated that he would like to recuse himself from the roll call process.

‘Motion: Director Stitcher moved épproval of ltem 8-c on the consent calendar.
Second: Director Nason seconded fhe motion.

Discussion:  None.

Roll Call: Chairperson Barnes asked for a roll call.

In Favor: Directors S’Gtcher, Gombert, Woodson, Nason, and DeVera,
Opposed: .None.

Abstention: None.

Pass/Fail: The motion carried.

COMPLEMENTARY ADA PARATRANSIT PLAN UPDATE EFFECTIVE JANUARY 1,
2013 ' '

Access Services Deputy Executive Director of Planning and Governmental Affairs,
Andre Colaiace provided a brief presentation on the Complementary ADA Paratransit
Plan Update Effective January 1, 2013.

Public Comment on ltern 9 (Complementary ADA Paratransit Plan Update Effective
January 1, 2012

Kim Hudson stated that she had been a rider for many years and was a member of the
Community Advisory Committee. She added that many people live on an extremely
limited income of $30 per month if they lived in a boarding care facility. She stated
that if the proposed fare increase was approved, those riders may not be able to book
rides to their day programs and doctor appointments and would be forced to make a
choice between taking care of their health or daily living needs.

Ms. Hudson also stated that she was aware of the increasing gas prices, and that more
and more riders were using Access Services but staff really needs to ask Metro for a
larger budget. She also added that she felt that no amount of fare increase was going
to address the continuing increase in ridership. Ms. Hudson concluded her public
comment by stating that she disagreed with the proposed reservation hours change
because the hold times would increase and many riders cannot make calls during the
day.

John Troost stated that he was a member of the Los Angeles County Commission on
Disability and concurred with Ms. Hudson's public comment. Mr. Troost also stated
that he really appreciates the Board looking into the issue further.
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Mr. Troost concluded his public comment by stating that the proposed reservation
hour change was another issue that had to be discussed further because riders have
things going on during the day and count on being abie to call late at night. Mr. Troost
thanked the Board for allowing him the time to bring up these issues.

Sally Sewell stated that she had been an Access rider since the beginning of the year,
and Access Services was a great service but she felt that the fare increase would be
very hard on riders with a fixed income. Ms. Sewell concluded her public comment by
stated that she did not want the reservation hours to change because she gets home
late and needs the current hours to make her reservations.

Karen Taylor stated that she concurred with everyone’s public comments and she was
against changing the reservation hours because if she was on an Access trip all day
and got home to find that her next day trip was changed, it would be too late to call
and cancel or make changes to her trip which could possibly create a no-show which
were very hard to fight.

Jan Johnson stated that the Access Services survey did not take into account that
Orange County, Northern California and some of the other areas may have limited
hours but they are not limited to one day to call and cancel or change a trip; they allow
two to three days to call. She also mentioned when same-day reservations were taken
away the riders were promised better ride-shares, which had not happened, especially
for the riders with service animals. Ms. Johnson concluded her public comment by
stating that she had an issue that she wanted to speak to David Foster about after the

meeting.

Michael Conrad stated that he would like to propose that the reservation hours start at
7:00 a.m. to 8:00 p.m. which would give people that work and get home late, time to
call and make their reservations because doing it during your work hours was very
difficult. He also stated that the survey that Access Services conducted should have
looked at the call volume during the hours of 7:00 p.m. to 10:00 p.m. because that
~was when he and most people call and he would always get the recording stating that

“do to the high call volume, please hang up and try your call later.” Mr. Conrad
concluded his public comment by stating that he did not hear this message during the

day.

Hugh Hallenberg stated that he felt that the Board and staff did not understand the
real circumstances of life for an individual with disabilities. He added that he worked
very hard because he wanted to live independently in a community but unfortunately
“due to health and financial issues he was now living in a nursing home that lets him
come and go which was more like a group home. Mr. Hallenberg conclude his public
comment by stating that he was living on a very limited income with most of his
finances covering the cost of living in a nursing home so the fare increase would cause
him to be very selective on when he can travel.

Tonni Yee Hemphill stated that she concurred with Ms. Hudson's public comment
when she spoke about the proposed fare increase because there are a lot of riders
living on a fixed income and it would be very difficult to come up with the extra $0.25
per trip. She also stated that she agreed with the comments regarding the reservation
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hours change because there are a lot of riders that work or go to daycare facilities and
are not allowed to make phone calls that could take up 20 minutes because they are
put on hold. Ms. Hemphill concluded her public comment by stating that she was
thankful for Access Services because it allowed her to have a normal routine.

Terri Lantz stated that the problem with the two proposed changes was that it did not
consider the rider’s income; it did not consider that they are the most vulnerable
people that need their aide to make the call for them; and it did not consider what
time of day they have phone access.. -

Sylvia Drzewiecki stated that if the reservation hour change was approved by the
Board she suggested that the reservations hours be from 8:00 a.m. to 8:00 p.m. so
that the rider(s) can call to make reservations when they got home in the evening. She
also stated, as for the fare increase, she also agreed with the public comments stating
_ that the majority of riders are on fixed incomes. Ms. Drzewiecki concluded her public
comment by asking if the increase could be spread out over a longer period to make it
easier on the riders. ' :

Board Questions & ' ‘
Comments: Director Baghdanian asked if the $5.7 million shortfall in the budget for
' the next fiscal year included the $2.8 million cost of the vehicles that are
being deferred this year. Mr. Colajace replied that the number included
the vehicles deferred from this year. Director Baghdanian asked that by
deferring the vehicle replacements would it impact the contractors by
increasing their maintenance cost. Mr. Colaiace replied that it would and
that's why the Board directed staff to come up with a fare proposal that
would fund the deferred vehicle replacements next year. Director
Baghdanian also asked, from the $2.9 million that staff was short in the
budget, how much of that would come from the changes to the
reservation hours. Mr. Colaiace replied that the change would not go
into effect until July of 2013 so for this fiscal year there would be no
savings.

Director DeVera stated that she felt that these were two separate issues,
the fare increase and the reservation hours. Director DeVera added that
she would like to hear from the providers because when she called at
6:00 a.m. the recordings stated that there are eight callers ahead of you.
She added that she and other riders did not have time to hold on the line
so they would hang up, so shortening the hours would not help anyone.
Director DeVera concluded her comment by stating that she felt that the
Board did not have enough information to make a decision or how it
would affect the budget. She asked that the providers provide more
information to the staff. o =

Chairperson Barnes requested that staff provide respond to Director
DeVera's question. :

Access Services Chief Operations Officer Mark Maloney stated that staff
conducted a survey on the Southern and Northern regions to track the
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call volume in the evening, staff found that there were not only new
reservations being made but repeated ones, riders calling for ETAs, and
cancelations that were all grouped together. One of the public
comments made today was “what was Access Services and the providers
doing to make the service better” Staff is currently working on an
automated system and by July 1, 2013 two thirds of the riders will be
able to make reservations on-line 24/7 and by 2014 staff hopes to have
the automated system available to the other one third of riders.

Mr. Maloney stated that the reduction in the hours tied closely to the call
back ability because Access Services closes at 10:00 p.m. they cannot call
someone back at 11:00 p.m. if their trip was adjusted and by changing
the hours to 7:00 p.m., 8:00 p.m. was a much more reasonable time to
call a rider back. Mr. Maloney also mentioned that a lot of the public
comments were referring to the long routes, which ends up costing
Access Services a fot of money. With the changes to the reservation
hours this would allow for early call backs to adjust the riders promised
time and trips could be shorter. Mr. Maloney concluded his comment by
stating that all these pieces go together so it would be difficult to take
piece by piece and say what each piece is worth.

Director Nason stated that the Board was being asked to vote on two
completely different items, the proposed fare increase and the proposed
reservation hour changes. Director Nason asked if it was possible to
separate the two and vote on them separately. Mr. Jones, Access
Services' Legal Counsel, stated that they were currently proposed as a
group but theoretically they could be voted on separately because it
would not violate any Brown Act requiremerits. .

Director Gombert stated that he attended three of the community
" meetings on these proposed changes, two in Downey and the other in
West Hollywood and there were few comments on the proposed fare
change but a lot more on the proposed changes to the reservation
hours. He also stated that after hearing what was said on the reservation
changes he realized that this was a very complicated issue. He added
that he talked to a couple of Access Service providers and managers at
several large paratransit systems about these changes.

Director Gombert stated that the general consensus he was getting was
if Access Services was looking at any cost savings from changing the
reservations hours, he had not heard any numbers yet. Director
Gombert concluded his comment by stating that he would like to see a
further analysis of the proposed change in reservations hours to include
a more realistic analysis of any potential cost savings, and development
of an operational plan that would analyze any potential impacts on call
hold times.
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Proposed Reservation Hours Change

Motion:

Second:

Discussion:

" Roll Call:

In Favor:

Opposéd:

Abstention:

- Director Gombert moved approval to direct staff to conduct further

analysis on the change to the reservation hours and return their

| findings to the Board.

Director DeVera seconded the motion.

Director Woodson asked if it was possible to separate the two

proposed changes, the reservation hours and the fare changes.

Access Services' Legal Counsel, Jim Jones, said the changes could be
separated.

Director Stitcher stated that since the timeline called for the Board to
take action today in order for the Member Agencies to take a vote on
Monday, November 19, 2012, would the further analysis delay the
Board's ability to implement a reservation hour change in July 2013 if
the Board supports the concept of further analysis. Also, would staff be
able to work with the Community Advisory Committee {(CAC) and the
community to find out what hours would work for them? Director
Stitcher added that, as of now, the Board was not hearing from the
riders that make their reservations between the hours of 6:00 to 8:00
a.m. because it was not an option.

Ms. Verrinder replied that Access Services was planning on having a full
membership meeting in March 2013 and if staff was to do further
analysis on the reservation hours and present it to the Board in March
2013 there would be adequate time to move forward on July 1, 2013.
Mr. Colaiace agreed with Ms. Verrinder and stated that March's
membership meeting would be another opportunity to discuss this
issue. Ms. Verrinder added that the Board could hear further analysis at
the February 25, 2013 Board meeting.

Director Stitcher stated that Mr. Maloney mentioned several
improvements that were pending and would make it easier for people
to make their own reservations. He asked for a brief explanation of
what the implementation dates may be. Mr. Maloney replied that
originally staff had the reservation hour changes scheduled for January
1, 2013 and had now moved it to July 1, 2013 to implement.the
automated voice reservations (IVR) for two-thirds of Access Services
customers in the Southern, Northern, and Antelope Valley regions,
which would be the first step.

Chairperson Barnes asked for a roll call.

Directors Nason, Baghdanian, DeVera, Stitcher, Gombert, and
Woodson.

None.
None,
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Pass/Fail: The motion carried.

Proposed Fare Change

Board Questions &
Comments: Director Stitcher stated that Metro had a rider relief program that would
~ enable individuals that met low income criteria to be eligible for a
subsidy to offset the fare increase, he asked if there was a possibility
that the parameters of the program could help some of Access Services
customers who ride regularly and fit the criteria.

Ms. Verrinder replied that, at this point, Access Services riders were not
eligible for the program. The last fare change that Access Services
implemented, staff tried to get the riders eligible for the program but
was unsuccessful. She stated that there had to be some sort of Board
action to get Access riders into that program.

Director Baghdanian stated that one of the public comments
mentioned today was about the second fare increase which would take
place in eighteen months. He asked about another fare scenario.

Mr. Colaiace replied that staff did not run that scenario with HDR but he
felt Access Services would still have a deficit. He stated that this fare
scenario was the least amount that could be raised within the two step
process while balancing the budget over the next three years.

Motion: Director Stitcher moved approval of the fare increases as proposed by
staff and ask that staff investigate potential rider relief ehgrbiltty for
Access Services rlders at the same time. :

Second: Director Gombert seconded the motion.

Discussion:  Director Nason stated that she wished there was some other way they
could do this because she knew how hard it was going to be on the

riders.

Roll Call: Chairperson Barnes asked for a roll call.

In Favor: Directors Woodson, Nason, Baghdanian, DeVera, Stitcher, and
Gombert.

Opposed:  None.
Abstention: None.

Pass/Fail: The motion carried.

511 TRAVERLERS INFORMATION SERVICES UPDATE

Access Services Senior Database Administrator, Ngan Adams provided a brief
presentation on the 511 Travelers Information Service Update.
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Board Questions &
Comments: None.

- Chairperson Barnes thanked Mrs. Adams for her detailed presentation and reminded
the Board that this was an information itém only and no action was needed.
Chairperson Barnes also mentioned that Board looked forward to updates on the
project when it was implemented.

EXECUTIVE DIRECTOR'S REPORT

Ms. Verrinder reported the operations statistics for the month of September 2012. Ms.
Verrinder continued to report that trips increased by 1% which seemed like over the
last 45 days the trips went from 9,000 trips a month to 9,800 trips in one day. On-time
- performance for September decreased slightly to 89.4%, average initial hold time
increased to 86 seconds, cost per trip remained steady at $35.84 and total eligible
riders were now at 129,162.

Ms. Verrinder also recognized Nader Raydan, General Manager from MV
Transportation, and their staff for achieving 92.01% on-time performance in the month
of September. She added that Steve Chang, Access Services Deputy Executive
Director, Operations had been working very hard over the last ten years to get all of
Access Services contractors to meet the standard. Ms. Verrinder concluded her report
by announcing with great sadness that Gordon Anthony had passed away. She
mentioned that he was an advocate for accessibility and a previous member of the
Access Services Board of Directors and he would be truly missed by everyone.

BOARD MEMBER COMMUNICATION

Director Gombert thanked Access Services staff for assisting him with a request from a
group home in the City of Bell Gardens regarding some eligibility issues. Director
Gombert mentioned that it was handled very quickly and staff went above and beyond
the call of duty. : '

Director DeVera stated that she would like to thank all of the riders that came out
today to voice their concerns regarding staff's proposed fare increase and the difficult
decisions that the Board had to make on that item.

Director Nason reported on the American Public Transportation Association (APTA)
Annual Conference that she and other Board members attended in Seattle,
Washington. Director Nason stated that the sessions were great and she attended a
number of committee meetings.. Director Nason continued her report by providing a
brief description of each session; she also added that Larry Jackson, General Manager
of Long Beach Transit, received the Distinguished Outstanding Public Transportation
Manager award as one of the longest tenured leaders of a public transportation
agency in the United States.

Mr. Jackson was recognized as a transportation manager who had made outstanding
contributions to the public transportation industry and one of his earliest contributions
was paratransit that was implemented in 1975. :
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Director Woodson stated that he also attended the APTA Annual Meeting in Seattle
Washington and he thanked Director Nason for the update on the conference and the
Board and staff for providing the opportunity for him to participate.

Director Baghdanian stated that he also had the opportunity to attend the APTA
conference which was very informative. He added that currently everyone in the
transportation industry was facing budget issues and cuts in transportation funding.

Director Baghdanian thanked Access Services Chief Operating Officer Mark Maloney
for arranging some trips for him to Global Paratransit and MV Transportation facilities
to see how they did their reservations which helped him make his decisions as a Board
member and to appreciate the complexities and difficulties that staff and the providers

experience on a daily basis.

Mr. Arrigo stated that he was very fmpressed with the turnout at the Access Services
Public Hearing on October 3, 2012. He added that he felt the passion of the riders
and heard numerous public comments from the riders at the meeting.

Mr. Arrigo also stated that on September 30, 2012 the West Hollywood Book Fair took
place at West Hollywood Park with a variety of celebrity guests. Mr. Arrigo concluded
his comments by stating that as a member of the West Hollywood Disability Advisory
Board he would like to invite everyone to attend their meeting in October which was
October Disability Awareness Month. They would also be distributing Disability
Service Awards which would take place at the new West Hollywood Council Chambers
between 6:00 and 8:00 p.m. _ C | ‘

Chairperson Barnes thanked everyone that attended the Public Hearing on October
3" in Metro’s Board room. He also added that we were in the midst of some very
difficult times and the Board had to carefully deliberate and consider the items
brought before them which could be very challenging. He thanked everyone for
being present at this meeting. _

NEW BUSINESS SUBSEQUENT TO THE POSTING OF THE AGENDA

No new business was heard subsequent to the posting of the agenda.

ADJOURNMENT

Motion: Director Nason moved to adjourn the meeting.

Second: Director Woodson seconded the motion.

Vote: Via Voice Vote.

Pass/Fail:  All were in favor and the meéting adjourned at 3:00 p.m.
Approval |

Theresa DeVera, Secretary Date
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ITEM 8-a

JANUARY 18, 2013

TO: BOARD OF DIRECTORS

FROM: ANDRE COLAIACE, DEPUTY EXECUTIVE DIRECTOR, PLANNING
AND GOVERNMENTAL AFFAIRS

RE: APPROVAL TO AWARD CONTRACT FOR TRAVEL TRAINING
SERVICES (AS-3355)

ISSUE: -

Board approval is required for the selection of a contractor to provide travel training
services on behalt of Access Services (Access) beginning March 3, 2013.

RECOMMENDATION:

Authorize staff to execute a contract for travel training services beginning March 3,
2013 and ending March 2, 2016, with two one year options with Mob;llty Management
Partners {MMP) in an amount not to exceed $1,588,576.

IMPACT ON BUDGET:

This action is consistent with the budget estimates for the proposed contract’s three-
year base term. Payment terms of the contract will be a fixed fee per training and a
fixed monthly fee. Subject to Board approval, the contract may be extended for up to
two years in one year increments, based on the rates set forth in MMP's proposal. The
~ rates proposed by MMP are within 2% of the current rates paidto R&D.

ALTERNATIVES CONSIDERED:
No alternatives were considered.

EFFECT OF APPROVAL OF STAFF RECOMMENDATION:

If this staff recommendation is approved by the board, staff will be authorized, but not
required, to negotiate and enter into a contract with MMP under terms that are no less
favorable to Access than those proposed herein. Access would not be legally bound
to this contract unless it is incorporated into a formal written agreement executed by
all parties thereto and approved as to form by this entity’s legal counsel.
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BACKGROUND:

Procurement Process

In order to identify the most qualified firm available to undertake this work, Access
issued a Request for Proposals (RFP} on September 24, 2012. Three firms - MMP
(MMP is a non-profit sister company of R & D Transportation Services (R & D), the
current provider ~of this service.), Southland Transit, Inc. (ST} and Medical
Transportation Management, Inc. (MTM} - submitted proposals in response to the RFP.
All were deemed responsive and responsible.

Following interviews and the receipt of Best and Final offers from the three vendors,
and based on the evaluation criteria described in the RFP, the evaluation panel rated

the three proposals.

The evaluation criteria and corresponding values of each criterion were:

Qualfications and Availability of Proposed Staff 40 points
Quality of Technical Approach 30 points
Qualifications of Firm Proposing 10 points
Financial Qualification of Firm 5 points
Total Three Year Cost ' 15 points
TOTAL , 100 points

Based on the evaluation criteria outlined in the RFP, the following table details the
evaluation team’s final scores for the candidates who were interviewed.

Proposer
EVALUATION CRITERIA STi - MMP MTM
Qualifications and
Availability of Proposed
Staff 22.50 28.50 28.50
Quality of Technical
Approach - 23.00 38.00 30.00
Qualifications of Firm
Proposing 6.50 2.50 8.00
Financial Qualification of
Firm 4.50 4.75 3.75
Total Cost 15.00 12.99 12.40
TOTAL 71.50 _93.74 82.65
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The table below details the final submitted proposed costs of the three finalists, based
on a common assumed training volume of 250 trainings per year.

Monthly Cost Per
Fixed Cost | Evaluation Total 3 Year Cost
Proposer (Year 1) (Year 1) (incl. S/U)
STl T $15,968.77 | $1,046.93 $1,375,990.25
MMP $19,86%9.00 | $1,108.00 $1,588,576.00
MM - $13,836.50 | $1,546.53 $1,664,364.00

The rates proposed by MMP, are within 2% of the current rates paid to R & D. With the
expectation of 250 trainings per year, R & D’s rates for the final year of its contract are
$19,412 per month {vs. $19,869 for the proposed first year of the MMP contract) and

- $1,093 per training (vs. $1,108 for the first year of the MMP contract). :

The MMP proposal (the incumbent provider) was judged to be best of the three
proposals due to the very high quality of the proposed Project Manager, the
proposed staff, and the proposed training curriculum which are the same as currently
provided by R&D Transportation. Access Services staff has been very pleased by the
past pen‘ormance of the incumbent.

Program History

Access Services has had a Travel Training Program since 2005. This program has
been made available to those customers that have gone through the eligibility
process. In March 2008, Access entered into an agreement with R & D Transportation
Services. Since 2008, R & D has effectively trained 1,050 clients to use fixed route bus
and rail service throughout Los Angeles County. Trainees are typically given
individual training that emphasizes the skills required to ride the fixed route, and
extensive practice in the use of the fixed route system. ,

These trainees have become regular users of the fixed route system. According to
surveys conducted by R & D, 60 days after the completion of training, 89 percent of
respondents said they were still using public transportation. Of those respondents, 70
percent also had unconditional eligibility for Access. Based on this data, staff
estimated that the Travel Training program, by encouraging customers to use the
fixed-route, has saved the agency $9.2 million since March, 2008.

The trainees also benefit greatly from their new found ability to ride fixed route

services as it increases their independence and helps them gain access to a vanety of -
destinations that sustain and enrich their lives.
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Given the fact that it received the highest score based on the evaluation of proposals,
the track record of its sister company, R & D, its continuity of staff and the quality of its
proposal, staff recommends Board approval of the travel training contract to MMP.
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ITEM 8-b

JANUARY 18, 2013

TO: BOARD OF DIRECTORS

FROM:  MATTHEW AVANCENA, MANAGER OF PLANNING AND
COORDINATION

RE: APPROVAL TO AWARD CONSULTING SERVICES CONTRACT FOR
SOCIAL SERVICES TRANSPORTATION INVENTORY AND SURVEY
(AS1-3342) '

ISSUE:

Board approval is required for the selection of a consultant to conduct a social
services transportation inventory and survey (SSTI) on behalf of Access Services
(Access) beginning February 1, 2013.

RECOMMENDATION:

Authorize staff to execute a contract with Nelson\Nygaard Consulting Associates
(Nelsom\Nygaard) for the production of a comprehensive inventory and survey of
social service agencies which provide transportation services in Los Angeles County
beginning February 1, 2013 in an amount not to exceed $100,000 for a period of one
year.

IMPACT ON BUDGET:

This action is consistent with the budget estimates for the proposed contract. Payment
terms of the contract will be a fixed hourly fee and payment will be made following the
completion of each of six individual tasks. Subject to Board approvai the contract may
be extended for up to one additional year. :

ALTERNATIVES CONSIDERED:

No alternatives were considered. Staff feels that the proposed work will yield
important information about the current state of social service agency-provided
transportation, information which is valuable to Access and its stakeholders alike.

EFFECT OF APPROVAL OF STAFF RECOMMENDATION:

If this staff recommendation is approved by the board, staff will be authorized, but not
required, to negotiate and enter into a contract with Nelson\Nygaard under terms that
are no less favorable to Access than those proposed herein. Access would not be
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legally bound to this contract unless it is incorporated into a formal written agreement
executed by all parties thereto and approved as to form by this entity’s legal counsel.

BACKGROUND:

The state requires Consolidated Transportation Service Agencies (Access serves this
function for Los Angeles County) to conduct a comprehensive inventory and survey of
social service, municipal and local agencies that provide specialized transportation
services to County residents.

In addition to the state mandate, FTA regulations require that an assessment of
transportation needs for individuals with disabilities, older adults, and people with low
incomes be conducted, including a survey of available services that identify current
transportation providers {public, private, and non-profit).

Data gathered from the inventory and survey will be used by Access’ Mobility
Management program to update its directory of specialized transportation providers.
Access will also use survey data to update its listing of all fixed route service operators
and any Dial-a-Ride services provided in the County to increase the mobility options
for persons with disabilities, older adults, and people with low incomes.

In order to identify the most qualified firm available to undertake this work, Access
issued a Request for Proposals (RFP) on August 23, 2012. Two firms submitted
proposals in response to the RFP. Both were deemed responsive and responsible.
The evaluation panel carefully reviewed and rated the two proposals based on the
evaluation criteria described in the RFP.

The Proposals were evaluated based on the following criteria:

Quality of Technical Approach ' 25 points
Qualifications/Availability of Proposed Staff 35 points
Qualifications of Proposed Firm 25 points
Cost _ 15 points
TOTAL 100 points

Based on the evaluation criteria outlined in the RFP, the following table details the
evaluation team'’s scores for the two candidates.
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PROPOSER

7 _ Nelson\
EVALUATION CRITERIA , Nygaard AMMA
Quality of Technical Approach 21.25 20.00
Qualifications/Availability of Proposed
Staff _ ' 30.92 1 29.52
Qualifications of Proposed Firm 22.08 22.08
Total Project Cost 15.00 14.99
TOTAL _ . 189.25 86.59

The table below details the proposed costs of the two proposers, based on a specific
- list of project tasks. '

Proposer _ Total Project Cost
Nelsom\Nygaard $99,992.47
AMMA . _ $100,000.00

Nelson/Nygaard’s proposal was the more comprehensive and detailed of the two
submitted; it presented a work plan that fully addressed the evaluation team’s
expectations regarding the required tasks. The proposed project team has expertise
in all aspects of the project scope: familiarity with local communities and
stakeholders, experience with inventories of specialized services and needs
assessment, and familiarity with state and federal requirements. '

Given its proven record in the field and the quality of its proposal, staff is confident
that Nelson\Nygaard is capable of undertaking this work within budget, on schedule,
and in a manner which will yield valuable results. Thus, we recommend the award of
the SSTI contract to this firm. :
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ITEM 8-c

JANUARY 18, 2013

TO: BOARD OF DIRECTORS

FROM: ROGELIO GOMEZ, PROJECT ADMINISTRATOR
BRIAN SELWYN, MANAGER OF PROCUREMENT AND CONTRACTS

RE: APPROVAL TO ADD FUNDS FOR TRANSPORTATION SERVICES
CONTRACT IN NORTHERN SERVICE AREA (AS1-2492)

ISSUE:

Board approval is needed to increase funds for the Northern Service Area service
contract (MV Transportation).

RECOMMENDATION:

Authorize an additional $4,250,000 in funds. This action will result in an increase in the
previously approved contract amount of $76,244,045 to $80,494,045.

IMPACT ON BUDGET:

This is an administrative action necessitated by the higher ridership carried under this
service contract. The additional funds will allow adequate funding through the end
date of this contract (August 2, 2013). The costs associated with this action were
included with the approval of the FY2012/13 budget.

ALTERNATIVES CONSIDERED:;

No alternatives were considered.

EFFECT OF APPROVAL OF STAFF RECOMMENDATION:

If this staff recommendation is approved by the Board, the staff would be authorized,
but not required, to negotiate and amend the written contract with MV for specialized
transportation services on terms and conditions set forth in the existing contract and
modified as in this item proposed. Access Services would not be legally bound to the
revised terms until they are incorporated into a formal written amendment to the
contract executed by all parties thereto and approved as to form by this entity's legal
counsel. '
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BACKGROUND

In recent years, Access Services has experienced a systemic increase in ridership
demand. Specifically, within the last 12 months, the Northern Region experienced a
9% increase in trip demand above the projected data. Staff feels that this increase in
demand can be attributed to two main factors: (1} a shift in ridership to Access from
clients of local regional centers, adult day health care centers and local Dial-A-Ride
services which have reduced service levels due to budget cuts and (2) an increase in
the price of gasoline, which has lead some Access riders to take some of their trips
with Access which they might otherwise have taken in a private vehicle. These
economic and demand factors have effected the level of service demand among both
new and existing Access customers. )

The Northern Region provider, MV Transportation, has successfully managed the
additional demand while keeping performance levels above standard. From
December 2011 through November 2012, MV Transportation exceeded performance
standards in two key areas, with an average on time performance of 91.81% and a Late
4 rate of 0.05%. Minimum standards for these two performance indicators are 91% for
on time performance and 0.10% for Late 4 trips. Of equal importance, MV has also
successfully contributed to the Access Services safety culture by reducing accidents
- year after year since the beginning of the self-insurance retention program in 2008.

The funding requested is to meet service. demand through the end of this contract

(August 2, 2013). Staff is currently in the procurement process for a new service area
contract that will go into effect (subject to Board approval) on August 3, 2013.
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iTEM 8-d

JANUARY 18, 2013

TO: BOARD OF DIRECTORS

FROM: LINDA ROSS, MANAGER OF HUMAN RESOURCES

RE: REVISION TO EMPLOYEE_ HANDBOOK: RETIREMENT PLANS
ISSUE:

California recently enacted AB 340, The California Employees’ Pension Reform Act of
2013 (PEPRA). To remain in compliance with state law, Access must change its
Retirement Plan Policy for new employees in the Employee Handbook.

RECOMMENDATIONS:

- Approve the following revisions to the Employee Handbook:

Retirement Plans

Access offers a Defined Benefit Retirement Plan, 401(a), with the California .
Public Employees’ Retirement System (CalPERS). The employer and employee
contributions made by Access supports the entire CalPERS statewide

bership plan. Fhe mandat

fFor
employees hired on or before December 31, 2012 Access pays both the

. employee and employer contributions. In compliance with AB 340, employees
hired on or after January 1, 2013 must pay the employee contribution, which is
7% of their base salary*. In addition, all employees are required to pay a $2.00
per month administration fee for the CalPERS 1959 Survivor Benefit plan.

The retirement formula for employees hired on or before December 31, 2012 is
calculated at 2% @ age 60. Employees hired on or after January 1, 2013 are
subject to a retirement formula calculated at 2% @ age 62.

*The base salary includes regular earnings, holiday pay, and PTO pay. Overtime, double-time,
taxable transportation reimbursement, relocation reimbursement, PTO pay-out upon
separation of employment, PTO payout in lieu of time off, or any other fringe benefits are not
included in the contribution calculation. Employees are fully vested in the CafPERS Retirement
plan after five years of service. Access does not participate in the Federal Social Security -
system.

Access also offers two 403(b)(7) tax sheltered annuity retirement plans in which
employees may voluntarily contribute via payroll deduction, up to the maximum
amount allowable as defined annually by the Internal Revenue Service code.
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Employees are 100% vested in this p!an No employer contrlbutlons are recogmzed in
this plan. The 403(b)}7) plan is av
uitable Financial Ser\uces 5

Hon

3 tgec)

IMPACT ON BUDGET:

There is no immediate impact on the budget.” In the future, the pension changes for
new employees should result in modest savings to the agency.

BACKGROUND: .

Since 2000, Access has participated in the state defined benefit retirement plan for
public employees: CalPERS. The plan contract states that employees are eligible for
retirement benefits at age 60, and the defined benefit is calculated at 2% of base pay
for each year of service (2%@460 formula).

In 2012 the California Legislature passed and Governor Brown signed pension reform
legislation. The Public Employees’ Pension Reform Act of 2013, is primarily focused
“on employees hired on or after January 1, 2013. Access Services has always
participated in the basic program offered by Ca!PERS versus one of the more costly
retirement plans. As such, only minor changes need to be made to the Employee
Handbook in order for Access to comply with AB 340. [The legislation does have
some nonbinding language regarding existing members which staff W|i| be analyzing
and potentially bringing to the board in the future.]

With the passage of AB340, Access must revise the Retirement Plan Policy in the
Employee Handbook so that employees hired on or after January 1, 2013 pay the 7%
employee portion of the contribution through payroll deductions, and their defined
benefitis calculated at 2% for each year of service with the minimum retirement age of
62 (2%@62 formula). Access’ plan is already compliant with all other provisions of
AB340. -

Summary of Changes:

Plan Feature

Employees employed as of
12/31/12 .

Employeés hired after
1/1/13

Retirement formula

2% @ 60 years of age

1 2% @ 62 years of age

Payment of 7% employee
contribution

-Paid by Access

Paid by employee

Vesting

Five years

FFive years {no change)
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ITEM 8-e

JANUARY 18, 2013

TO: BOARD OF DIRECTORS
FROM: DAVID FOSTER, MANAGER OF CUSTOMER SUPPORT SERVICES
RE: ACCESS SERVICES ADVISORY COMMITTEE MEMBER RE-

APPOINTMENTS

ISSUE:

At the January 2012 Access Services Board of Directors meeting, the Board approved
the proposed slate of CAC members.

As prescribed in the bylaws, there shall be eight (8) representatives appointed to a
two-year term (known as Group A} and seven (7) representatives appointed to a one
year term (known as Group B). Group A terms will expire on January 23, 2014 and
every two years thereafter on the date of the Board of Directors meeting; Group B
terms will expire on January 23, 2013 and every two years thereafter on the date of the
Board of Directors meeting.

The Group B members therefore need to be re-appointed during the January 2013
Board of Directors meeting.

RECOMMENDATION:

Staff is requesting the Board; re-appoint the following members of Group B to a two
year term, which would be effective, January 28, 2013 - January 26, 2015.

Aroch-

Aguilar | Maria Yes | Southern California Rehabilitation Services

Cohen | David Yes | Chaplain, Veterans Administration

Los Angeles County Client Coalition - Department of Mental

Coto Phyllis Yes | Health '
Francois | Marie No [ Director of Programs - Foothill Aids Project/child with Autism
Garcia Dina Yes | Access Customer

Payne | Howard | Yes |V.A/Braille Institute/Whittier Accessibility Commission
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ALTERNATIVES CONSIDERED:

None; process conducted was in accordance with guidelines in revised CAC bylaws.

IMPACT ON BUDGET:

- No impact.

BACKGROUND:

The Access Services (CAC) was formed to provide input and advice to Access Services
concerning operational and policy issues for the Access Services transportation
program and to make recommendations to the Access Services Board (and staff)
concerning said transportation program. The CAC meets the second Tuesday of each
month.
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[TEM ¢

JANUARY 18, 2013

TO: BOARD OF DIRECTORS

FROM: MATTHEW AVANCENA, MANAGER OF PLANNING &
COORDINATION

RE: ARRPOVE CHANGES RELATED TO FREE FARE PROGRAM

ISSUE:

Access customers living in San Bernardino, Riverside, Orange, and Kern Counties, are
using the Free Fare Program (i.e. Metrolink) outside of Los Angeles County at a
significant cost to Access and Los Angeles County taxpayers. The Free Fare Program is
a premium service intended to promote fixed-route alternatives for Los Angeles
County residents.

RECOMMENDATION:

Amend the Free Fare program to state that only Access customers who reside in Los
Angeles County are eligible for the Free Fare Program.

* Amend Free Fare agreements to state that Free Fare is only available for Los
Angeles County residents.

» Update the Access Rider's Guide;
Inform San Bernardino, Orange, Riverside, Kern County, and other stakeholders
of the change;

e Modify existing and future Access TAP cards to disable Free Fare functionality
for non-Los Angeles County residents.

IMPACT ON BUDGET:

It is estimated that Access could save up to $900,000 annually by allowing only Access
customers who reside in Los Angeles County to use the Free Fare Program.

Since July 2012, 465 customers who live outside Los Angeles County have used the
Access Rider 1D Card's TAP feature to ride on one of our Free Fare partners. These
numbers were gathered from Free Fare partners who participate in the TAP program
(e.g9. Metro and Foothill) but not Metrolink. Staff estimates that about 90 percent of
these customers used Metrolink from outside Los Angeles County to then trarisfer to
TAP-enabled Free Fare Partners. Assuming these customers ride Metrolink about 12
days a month, Access would reimburse Metrolink at $7.50 per trip, or about $75,000
monthly, or $9200,000 annually.
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In FY 11/12, Access reimbursed Metrolink $2,548,051 for an estimated 339,740 Free
Fare Metrolink trips.

ALTERNATIVES CONSIDERED:

No alternatives were considered.

BACKGROUND

In 2000, Access established the Free Fare Program to encourage Access customers to
use regular, accessible bus or rail service when appropriate. The Free Fare Program
alfows Access customers to ride 23 Los Angeles County local buses and trains for free
using the Access Rider ID card. In turn, Access reimburses 2/3 of the free fare partners
for the cost of the trip, typically the cash fare for elderly and/or disabled riders
charged by the participating transit agency.

The Free Fare Program is a premium service, and therefore not subject to the service
criteria for ADA complementary paratransit (i.e., service area, response time, fares, trip
purpose, hours and days, and capacity constraints). This proposal will notimpact the
right of eligible riders who reside outside Los Angeles County to use Access in the
manner prescribed by ADA regulations:
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ITEM 10

JANUARY 18, 2013

TO: BOARD OF DIRECTORS

FROM: STEVE CHANG, DEPUTY EXECUTIVE DIRECTOR, OPERATIONS
RE: CHANGES RELATED TO OUT OF SERVICE AREA TRIPS

ISSUE:

With the recent implementation of the 511 traveler information service, Metro has
developed a standard map of Los Angeles County bus and rail routes that will be
updated on a regular basis. This 511 map is now the only map used by Access
Services and our transportation service providers. The map is updated in accordance
with service changes in the spring and winter. Access has taken this new map to
determine its service area (% of a mile on either side of Los Angeles County local bus
and rail routes) and conducted an ana[ysm of current customer addresses to
- determine whether they were in the service area.

Using this new map, staff has found that 1,833 out of a total of 130,000 Access
customers (about 1.4 percent) live outside the Access service area. In the past six
months, 531 of these customers have taken Access trips, the majority of which
occurred within the service area limits.

As a result, per access policy, staff is planning to strictly enforce the Access service
area and only service pick-up and drop-off locations that are within % of a mile on
either side of Los Angeles County local bus and rail routes. Individuals who live
outside the service area will still be able to use Access from locations within the service
area.

Staff will implement this plan according to the following schedule:

January 2013 Go 511 Implementation
January 2013 . Stakeholder Qutreach

January 2013 Title VI Analysis

February 2013 Customer Qutreach

April 1, 2013 Service Area Map Enforcement

IMPACT ON BUDGET:

By limiting service to addresses within the service area, the agency should see
moderate savings going forward.
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BACKGROUND:

Access Services adheres to, and is funded for, the minimum service requirements
outlined in the Americans with Disabilities Act regulations and defines its service area
as being % of a mile on either side of Los Angeles County local bus and rail routes.

This service area has always been dynamic and changes based on the routes
established or eliminated by our member agencies. In the past, such changes have
not always been accurately reflected in the maps that Access used to determine
whether an individual's address was in or out of the service area. As a result, Access
has provided and continues to provide trips to and from addresses that are not in the
service area.

With the recent development of the 511 traveler information service, Metro has
developed a standard map of Los Angeles County bus and rail routes that will be
updated on a regular basis. As stated above, Access has taken this standard map to
determine its service area and conducted an analysis of current customer locations to
determine whether they were in the service area.

In addition, this standardized map is now accessible to all Access customers and
stakeholders by way of Southern California 511. 511 is a free traveler information
service that provides live traffic reports, transit’ planning and commuter service
information in the Los Angeles area via a toll-free phone number and website. By
caling 511 or visiting Gob511.com Access customers, service providers, and
stakeholders have one centralized location to identity whether a pick-up or drop off
location is inside or outside the service area.
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